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Technology revolution has made today’s organizations more challenging than yesterday. Technology has 
significantly affected almost every worker, both in the workplace and outside. The rapid and continuous 
speed of technology has changed the pattern of employment across the world.  Now with technology, 
productivity enhancement, effectiveness improvement and competitive edge creation are possible.      Thus, 
rapid technological changes have an impact on human resources. Hence, management of the information 
technology or also known as knowledge management is vital in determining the success or failure of 
organizations. As such, organizations are at the crossroad of either adapting the rapid technology or 
facing declining in organizational viability. Although the importance of knowledge has been recognized but 
alas organizations are unable to manage it as they neither understood the problems and opportunities nor 
strategies and solutions.  Proactive adapting and designing the information technology is crucial, as 
accommodating information technology with organizational structure will create problems in the 
organizational culture. Roles of individual must be clearly defined to create successful interaction between 
high tech and soft touch of the twin. Nurturing the user-system interaction is critical as to have them talk 
the same language without confusion, misunderstanding and logical inconsistencies. As such, management 
will face three barriers that will affect the system in organization: autonomy, recognition and 
individualism. Therefore, top management has to use their power to ensure the designation of information 
is based on professional value like consistence, reliable, practical and flexible in order to avoid destructive 
conflict, feeling of alienation and evoking anger. Thus, marrying the technology with organizational 
structure will produce new knowledge that will enable the twin (high tech and soft touch) to be attached 
and not separated ever after. 
 
INTRODUCTION 
Technology revolution has made today’s organizations more challenging than yesterday as it has 
significantly affected almost every worker, both in the workplace and outside. The rapid and continuous 
speed of technology has changed the pattern of employment across the world and thus human resource 
management (HRM) must extend its function to keep pace (Despres & Hiltrop, 1995).   Now with 
technology, productivity enhancement, effectiveness improvement and competitive edge creation are 
possible.    Furthermore, as a result of the technological changes, power dynamics and communication 
patterns models have been replaced by more decentralized structures with empowered employees 
(Martinsons, 1995). Another revolution that comes together with technology is the information technology. 
Information technology leads to knowledge creation and sharing. A close relationship between information 
technology and organizational changes are necessary in determining the competitive advantage of 
organizations.  Hence, organizations are at the crossroad of either adapting the rapid technology or facing 
declining in organizational viability. 
Organizations need to be proactive in adapting and designing their information system and make 
adjustment to accommodate information system with organizational structure, specifically the shape, 
composition and the degree of decentralization.  In today’s IT world, equipments like personal computer, 
local and worldwide networks, application software for communication and documents management are the 
requirements of a high-tech workplace (Levy, 2002).   Therefore, rapid technological changes have an 
impact on human resources.     For this reason, management of the information technology or also known 
as knowledge management is vital in determining the success or failure of organizations. Hence, managing 
human resources is important, as quality people are the major asset to organization. The human aspect of 
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technology is critical to the progress of an organization, as information technology will create new jobs 
with new skills (Martinsons, 1995).  Martinsons also stated that the purpose of human resource 
management is to provide enough numbers of competent and motivated employees and thus facilitate the 
effective use of this workforce. Besides that, leadership and management skills, interpersonal relations, 
superb communications skills, problem-solving and project management are also important today (ASTD, 
2003). Furthermore, according to Mintzberg (1989): 
“The strategic data bank of the organization is not the memory of its computers but in the 
minds of its managers” 
So, to be a successful company in the competitive world, collaboration of the high tech and “soft touch” is 
vital. Moreover, HR department needs to create an environment that supports development of this skill. 
This can be done for example through learning and ongoing training in technical and soft skills (ASTD, 
2003). Moreover, ASTD expressed that successful high tech companies are nurturing a combination of 
technical skills, human relation skills, product knowledge and an understanding of how the organization 
works.  In other words, blending of the high tech and high touch will give significant impact toward the 
progress of an organization. 
 
HUMAN RESOURCES (HR) DEPARTMENT ROLES 
 
To create an environment that support knowledge activities, Soliman and Spooner (2000) indicated that HR 
department should play seven important roles which include: 
 
a. Facilitating social gatherings of staff through staff meeting to avoid a “no-added-activity” like 
talking to friends. 
 
b. Create office layout that determine employees can meet informally to inspire new ideas and sharing 
of knowledge. 
 
c. Building trust between employees of the firm to ensure knowledge sharing. 
 
d. Assist in selection and development of employees to ascertain differences in culture and language do 
not distort acquiring of knowledge. 
 
e. Timeliness of HR department will make certain the success of such programs. 
 
f. Learning and mistakes handling through a culture of “openness and seeking help” rather than “fear 
of punishment and penalties” will facilitate such environment. 
 
g. Senior management involvement and support. 
 
 
Furthermore, organization also needs to create a leadership role to develop the knowledge activities  
(Soliman and Spooner, 2000).  According to Soliman and Spooner, leaders should possess skills like: 
 
• Interpersonal/communication skills; 
• Business acumen; 
• Strategic thinking skills; 
• Ability to withstand uncertainty 
• Collaborative skills 
 









Managers are facing dilemma in adapting to information technology system as it will change their working 
styles, affect peer group relationship, dislocation to the new role position, changes the nature of reward and 
the difficulties in facing a new working environment.  Those situations make them feel that it need to be 
resisted or they will be displaced, discarded or discounted.  Cashmore and Lyall (1991) term the above 
situation as the manifestation of suffering from technophobia.  It is vital for organizations to convince 
workers that the use of personal computer, telecommunication and data base management software will be 
a better set of alternative for organizational planning, coordinating and controlling which will assist them in 
their works.  The individual should trust that the system would act as a symbiotic instead of parasitic 
(Kemeny, 1972). 
 
Although the system introduced will be an added value to the organizations (Davis and Olson, 1985), but 
person in charge of the implementation will ensure its success. Their role, responsibility and authority need 
to be clearly defined especially the middle managers.  They will find themselves in a critical dilemma in 
attempting to balance their typical supervisory role and the new monitoring method imposed by the system. 
 
The information system will also contribute toward the flattening of the hierarchical structure in which 
most of middle managers’ roles will be delegated.  To avoid their frustration, the organizations should not 
impose tighter control in unnecessary areas that lead toward restricting individual autonomy and defecting 
some of the very objective of instituting access to information (Hasting, 1993).  Cashmore and Lyall (1991) 
suggested that to overcome these problems, organization must try to adapt the manager to the new 
technology before fully introducing it.  The system should be changed in stages, let them participate during 
the planning stage, listen to their comments and analyze their suggestions.  Top management should realize 
that information processing is not entirely data-driven but is also a function of what the individual is 
thinking about.  It includes both preconceptions and prejudices (Christie, 1985). 
 
For individual subordinates, designing of the system will lead them toward a new job design and a new 
skill requirement. Subordinates feelings should not be overlooked by management as productivity 
increment and cost reduction will not be achieved if the subordinates are not willing to adapt to the new 
working environment. Management should offer career planning and development programs to those who 
need to develop a new skills, transfer to a new department and adjust for the right position in the hierarchy.  
Besides that, management should realize the economic and psychological needs of subordinates.  To 
achieve both needs, Hasting (1993) listed three main barriers as below that will affect the system in the 
organizations: 
 
a. Need for autonomy 
 
Subordinates have a very pro-active belief in their ability to make things happen.  But there is a 
conflict to cross their border of understanding to others in the system.  The management should 
accelerate the individual ability to do their works with minimum supervision and be more flexible. 
 
b. Need for recognition 
 
Some workers are strongly driven by their need for recognition.  The management should recognize 
the individual talents and skills.  It can be done through exercising the job enrichment and job 




The individual workers have their own ego.  It seems to them that asking for help is an admission of 
their weaknesses or failures.  The management should emphasize that subordinates must get things 
done through  teamwork spirit and consider themselves as part of the system.   
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Besides those three barriers, organization must also look after its reward and compensation systems. 
Reward systems and compensation must also be changed from objective and rational to a subjective and 
“soft” performance measures (Despres & Hiltrop, 1995). The compensation systems in the knowledge 
environment should possess the elements of autonomy, independence, personal growth, recognition, 
appreciation and acknowledgement (Despres & Hiltrop, 1995). This will ensure the satisfaction and self-
respect of employees and thus enhance their productivity. 
  
TANGIBLES VS. INTANGIBLES: THE ROLES OF TOP MANAGEMENT 
 
Organizations should also ensure that   networking in organizations would be improved concurrently with 
the system design.  The questions arise now are finding the right coordinator among those who will be 
affected by the system and determine their role.  The best solution is to give top management to hold the 
responsibility as they have the capability to provide clear vision and determine the right direction for 
organizations.  They are also an innovator, implementer and pacifier (Mullins, 1993).  It is their 
responsibility to think and act strategically.  They should remove all the barriers and blockages that prevent 
others from understanding the system used. It is within their awareness that however intelligent the 
computer may attain, now or in the future, theirs must always be an intelligence alien to genuine human 
problems and concerns (Weizenbaum, 1976). 
 
Top managements have the power to obtain and utilize all resources to accomplish with organizational 
objectives. They should ascertain that the information designed is based on professional value that is 
consistent, reliable, practical and flexible.  It is in their hands to avoid destructive conflict, alienating staff 
including managerial colleagues or evoking the anger and opposition of unions (Mullins, 1993).  The 
system introduced should be in line with the corporate strategy of the organizations.  Liebenau and 
Backhouse (1990) stated the role of the top management as: 
 
"..........They would be concerned with the context of a business, perhaps its public image, 
The business culture which permeates the staff and the long term trends of the 
organizations and those affect it..." 
 
From the above statement, both human (individual) and information (include computer) factors are two 
important components that will contribute toward the success of the information system.  Although both 
will act symbiotically toward the success of the system but they are not species of the same genus 
(Weizenbaum, 1976).  However, the role played by the human factor is more significant in determining the 
success of the system.  The reasons behind it are as follows: 
 
a. Sense of Awareness 
Human has the ability to analyze each reality and each event.  Human can ties together what had 
happened in the past with what is happening now and forecast what will happen in the future.  In 
other words, human is the individual who is in a constant state of becoming. 
 
b. Creativity 
Human can seek   opportunity and avoid threat.  Human creativity depends not only on intellect but 
also crucially on interplay between intellect and other forms of thought, such as intuition and 
wisdom (Weizenbaun, 1976). 
 
c. Self-consciousness 
Humans are able to study about themselves by analyzing, knowing, evaluating and consequently 
changing themselves (Shariati, 1980).  Only human can confront genuine human problems in human 
term.  Human knows what is the meaning of hopes and fears. 
 
d. Freedom to exercise power 
Human has freedom in determining the method of managing to expect the outcome.  He will be 
rewarded for the achievement gained but at the same time liable for the mistake.  Human are not 
being. 
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"Spoon-fed" but it need them to put an effort for the required result.  Human possesses the 





As a conclusion, the success of an organization depends on its ability to design a good information system.  
Since good system depends on human resources for their efficiency, the ultimate effectiveness relies 
heavily on their ability to attend to the individual sentiment within the organization. Therefore, it is the 
responsibilities of managers to create working environment where members in the organization are 
prepared to understand the relationship between the high tech and high touch as both worked symbiotically 
toward the survival and progress of the organization. Furthermore, they ought to realize that both elements 
will place organization in a state of equilibrium between profit and welfare, between desire and soul and 
between self-interest and collective interest. Thus, marrying the technology with organizational structure 
will produce new knowledge that will enable the twin (high tech and soft touch) to be attached and not 
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